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I kind of see [PPI] as a tool for helping us with our pa-
tient experience agenda. So ultimately, my role is to make 
services better and fit for purpose, and my belief is that 
you can only do that by involving and listening to patients 
about their experience. 
MHT: PPIF (ID IA002)
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When youre a Foundation TrustYou have membership, 
which is drawn from members of the publicAnd the 
idea is that those members have a bit of a vested interest 
in those services that we provide and are able to[give] 
their views on what we provide. 
MHT: PPIF (ID IA008)
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[Governors] are more like ambassadors as well because I think 
these times where the press is very quick to criticise the NHS, we 
need people out there to sayWell actually, Im a governor at 
the hospital and, in my experience, this is what Ive been told. 
AHFT: PPIF (ID IC009)
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Id hear great ideasbut my ability to actually deliver 
those, because I was an engagement officer, youre the mid-
dle manyou dont have the power to make the change. 
AHFT: PPIF (ID IC003)
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I always remember people, when they [patients/public] 
talk about the hospital, although its very highly regarded 
as a good hospital, its a bit of an ivory tower. Even its 
geographical sensegave it the whole a hospital is 
something you go to. Which is, I think, something for 
most acute hospitalsSo theres an expectation that 
maybe you wouldnt connect with your hospital. 
AHFT: PPIF (ID IC003)
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But you would expect a mental health clinician to be very 
good at listening to service users and carers by the very 
nature of their work. 
MHT: Manager (ID IA003)
I was talking to people from the mental health trust. And, 
oh my god, I was just so jealous that they get itThey re-
alise that the only way to change behaviour and improve 
health is through an engagement model, investing in it. 
AHFT: PPIF (ID IC003)
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Oh, and the other thing was we never had a strategy 
[rolling eyes]. I dont think Ive ever seen a strategy[se-
nior staff] have very different opinions about what its 
purpose was so it never got signed offSo there was no 
direction on whats our purposewhat do we really want 
to get out of engagement? 
AHFT: PPIF (ID IC003)
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What Ive done is make sure that Ive kept in contact 
[with community leaders], that Ive shared information 
that I feel they need to know. If ever theyve had a ques-
tion, even if its something I cant deal with, Ive encour-
aged them to come to me and Ive made sure Ive got the 
answers. So, its been about building trust. 
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Well, its a challenge [to chair a meeting]! [laughing] I 
think, one, because of the size of the group. But then 
I think, two, because its members of the public, so to 
speak, they kind of dont feel so restrained as they would 
be if they were sort of in a professional capacity. And 
sometimes theyre not always used to the kind of proto-
cols of meetingsSo yeah, it can be challenging 
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I think the best one weve done so far was on a really 
emotive subject and that was the psycho-oncology ser-
vice, which is where we were proposing some changes 
[including the removal of a senior specialist]. It was quite 
emotive and lots of angry patientsActually, the views 
of the patients completely changed what they were plan-
ning to do. They still got the same outcome that they 
were looking for [saving money] but they did it in a way 
that still met the patients needs. 
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And you know, we feelwe own it more. If there was any 
way of getting them and the divisions, clinical staff, to own 
it just that little bit more, that might help [its success]. 
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I could see there could come a timewhere my role 
doesnt necessarily need to exist. Becauseto name a 
lead on something, often, therefore, people dont feel its 
their responsibility. 
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theres a fear sometimesthat theyre going to bring per-
sonal experiences to the table. And again, its a balance, 
because you do want people to bring personal experi-
ences; [but] not going into the detail. 
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Weve got to set out the rules of engagement so it doesnt 
become personal. So that it actually is thinking in the 
wider look at the service provision rather than the indi-
vidual service provision. 
AHFT: PPIF (ID C002)
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All we do is a patient satisfaction, and in fact, were going 
more that way than proper engagement because Ive 
seen it move towards numbersso were doing the low-
level engagement on are we doing a good service? Were 
not even doing the level above that  the what would 
make a better service?not anything more engaging. 
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Sometimes I feel that they [the Board] dont always quite 
understand whats actually involved in itI hear them 
talk about the patient experience programme, theyll 
get the name wrong and youll think Ah, you dont really 
understand. 
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So, my reputaon, and the reputaon of any engagement lead, is always bound with the people 
delivering the service. So, if they [expleve] it up, if they don’t deliver, you go down with the ship. 
And it damages your relaonship with communies as well. I kind of got around that by being very 
honest and open, more honest and open than the organizaons I worked for would permit. But it 
meant that, that the level of honest, meant that I had the level of trust. I would have to say, “I’m 
sorry, but they’re really not interested in delivering on this, but here’s where you can go to 
complain.” …Which meant I had to deal with a lot of, oh, horrendous experiences. And people being 
seriously let down, parcularly where we’d promised a lot and I’d made those connecons [with 
line managers and front-line staff] and then they just wouldn’t deliver because it just wasn’t a 
priority.
And it has never been a priority, in any of the NHS organizaons that I have worked for; even when 
there’s been Board-level commitment. The challenge comes, always, no matter how commied 
the Boards are, to what if the community want to make a decision that you don’t agree with? And 
it always falls down at that point. Or they’ll even agree it, commit to it, and then something else 
will change in the system. Because it changes so much because we have so much involvement from 
the SHA, naonally or whatever. We’ll commit to a parcular process; we’ll even go with 
communies somemes on a parcular decision; and then it will get pulled.
But it would hardly ever get to that stage anyway because we’d already made the decision on what 
we were consulng on. And the whole me; and I’ve been in terrible commissioning and service 
development things; where I’m just thinking “the fact that you’re arguing back with the public that 
they’re making the wrong decision means that you’ve already made your decision so why are you 
even engaging with them?” What you’re talking about is a PR exercise, which is fine, but what 
communies really don’t like is being set up.
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